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[bookmark: _Toc128951329]Introduction
[bookmark: _Toc128951330]Background
To maintain an edge in today's contemporary, competitive, and international business environment, the quality of service that organisations can give is crucial, as it directly correlates to the success of client retention strategies (Shemwell et al., 1998). In addition, success requires establishing trust with your target market and satisfying their needs better than the competition (Kotler, 2009). The long-term economic performance and financial viability of an organization will rise if it provides excellent customer service and goes above and beyond what its customers anticipate. The paradigm of perceived expectation and confirmation laid the groundwork for the modern conception of customer service. There are many facets to the definition, and various academics place varying values on them (Ismail, 2009). Good hardware, trained staff, well-maintained buildings, and polished marketing materials are often cited as examples of tangibility (Sentosa, 2013). As a third point, empathy refers to showing concern, sympathy, and consideration for the client (Raza, 2012). Fourth, dependability refers to service providers' actual capacity and commitment to delivering as promised (Osman, 2013). Finally, responsiveness is often understood as the readiness to provide service under a variety of conditions.
[bookmark: _Toc128951331]Significance of the Study
Despite the obvious connection, little was understood about Customer Service's part in predicting previous studies and its associated factors. In many people's opinions, this is overlooked since the Customer Service system's inherent qualities are given more attention. In particular, they examined respondents' opinions of various facets of customer service using a simple correlation method but did not bother to measure the significance of the connection or the impact of anything (May, 2018). However, the results presented in the research were insufficient to serve as practical suggestions. Due to the insufficiency of the results, strategic action plans cannot be developed, and the execution of Customer Service cannot be enhanced without more investigation into the nature of the study. Numerous management programmes have shown that when telecommunications companies effectively implement quality, it has a positive effect on the attitudes and actions of both employees and stakeholders (Ismail, 2009).
In today's market-based economy, the loyalty and contentment of consumers are of paramount importance. Because of the ever-changing nature of the business process and the wide range of customer satisfaction, continuous research and active participation from customers are required to assess their opinions, preferences, and patterns of consumption (Agbor, 2011). In addition to the obvious consequences of poor customer service in the form of lost business, a well-executed strategy for dealing with customers may provide significant financial and other gains (Sherman, 2019). Getting new consumers takes more effort and money than keeping old ones happy. Chidambaram and Ramachandra (2021) argue that the intent of a customer's purchase is a crucial strategic consideration for businesses as they evaluate their own capabilities and shortcomings in the supply chain. In this research, the researcher will investigate the different customer service strategies of Mark and Spencer and their effects on customer satisfaction. 
[bookmark: _Toc128951332]Aim 
The aim of this study is to identify the impacts of customer services on customer satisfaction in the context of Mark and Spencer
[bookmark: _Toc128951333]Objectives 
· To determine the different types of customer services offered by Mark and Spencer.
· To identify the measures of customer satisfaction in the context of Mark and Spencer.
· To analyse the relationship between customer services and customer satisfaction in the context of Mark and Spencer.
· To recommend some appropriate customer service strategies for Mark and Spencer.
[bookmark: _Toc128951334]Questions
· What are the different types of customer services offered by Mark and Spencer?
· What are the measures of customer satisfaction in the context of Mark and Spencer?
· What is the relationship between customer services and customer satisfaction in the context of Mark and Spencer?
· What are the impacts of customer services on customer satisfaction in the context of Mark and Spencer?




[bookmark: _Toc128951335]Literature Review
[bookmark: _Toc128951336]Customer Service
[bookmark: _Hlk128950968][bookmark: _Hlk128950972]Generally speaking, customer service is the result of a delivery mechanism for services and is associated with the feelings, thoughts, and references that customers have about the quality of the service they received. Throughout the last decade, there has been a dramatic increase in attention to this matter. Since its inception, this area of study has seen explosive growth in the academic community (Zeithmal, 2000). Several different conceptual frameworks and theoretical frameworks have been created to explore and provide light on this issue. The greater the frequency of scientific and technical advancements, the smaller the quality difference will be. Later in the article, we will go more into the reasons behind these quality discrepancies (Bhargava, 2010). Direct service workers like waiters report that even their best attempts to please an unhappy client might be met with criticism. Taking into account customers' mental and physical health is essential to effective consumer persuasion. As a result, the gap between consumers' idealised expectations and their actual experiences may widen or narrow over time (Parasuraman et. al., 1994).
[bookmark: _Hlk128950986]There is no agreed-upon standard for assessing or defining customer service (Eshghi et al., 2008). Accurate measuring of customer service, a multifaceted concept with many aspects some of which are subject to quick and dramatic change, is possible thanks to advancements in technology (Karatepe, 2013). Quality is achieved and defined by service providers, while consumers experience as well as perceive it. The whole service process is then assessed, with a focus on the parts that are repeated often and, if executed well, will help to sustain positive client relationships over time. Quality, a major factor in process design, affects demand levels for a given product or client profile. Never underestimate the significance of service quality on key performance metrics and bottom-line earnings. Sustainable and exceptional, a quality-based approach should be considered a strategic force due to its potential to considerably enhance market share, propel an expansion, and discourage imitators.
[bookmark: _Toc128951337]Customer Satisfaction
Customer satisfaction is simply how pleased the consumers are there with the services supplied and may be measured by surveys as well as ratings to understand their demands and make modifications where applicable (Awan et al., 2011). Industrial corporations, government agencies, services providers, and non-profit organisations everyone have one similar characteristic which is the major goal to serve the clients (Baker et al., 2000). Consumer satisfaction is examined and argued periodically in literary publications. The issues span from physiological to behavioural and normative elements (Javadin et al., 2012).  There is little question that customer happiness and Customer Service constitute strongly connected concepts.  Conversely, multiple research revealed that Customer Service is a component that influences client happiness regardless of whether they were accumulated or transaction-focused (Chidambaram, 2012). The two conflict notions represent the ultimate aims of telecommunications companies (Wilson et al., 2008). Yet, it is vital to emphasise that customer satisfaction constitutes an even larger notion not simply focused on certain aspects (Ree, 2010). Customer Service seems to be an appraisal over a long time and thus is an anticipatory component of customer happiness (Machirori et al., 2011). 


[bookmark: _Toc128951338][bookmark: _Toc118477669]Research Methodology
The researcher will describe the approaches and techniques used in this investigation. The author provides a concise summary of the research procedures and their rationale. 
Research Onion
The researcher in this research will use the research onion model which is a widely used research paradigm. The research onion model will provide a birds eye view to the methodological approaches of the research. However, using this model it will be easy for the researcher to generate the research outcomes. 
[image: Saunders et al.'s Research Onion [30]. | Download Scientific Diagram]
Figure 1: Research Onion Model (Saunders et. al, 2012)
[bookmark: _Toc128951339][bookmark: _Toc118477670]Research Philosophy
The researcher has to make certain assumptions regarding the research topic, the location of the study, and the approach that will be used before any significant findings can be obtained (Black, 2012). Scholars who aim to construct reasonable assumptions and provide actionable findings might choose from a variety of research philosophies, including positivism, interpretivism, realism, postmodernism, as well as pragmatism (Cooper and Schindler, 2013).
The study's researcher feels confident in the study's outcomes because of the thorough analysis of the topic at hand and the use of massive datasets. The researcher's objective is to provide practically useful findings, and these will be supported by data. Because of this, we shall use the positivist tenet of research in an effort to provide reliable results. 
[bookmark: _Toc128951340][bookmark: _Toc118477671]Research Approach
The research process involves a methodical outline of the aims, methods, and outcomes of the investigation. At this phase, the researcher often chooses between the inductive and deductive approaches, detailing the steps that will be done to finish the study (Collis and Hussey, 2009).
Since the researcher's primary focus has been on a deductive approach to the study—first gathering pertinent information related to the study's problem, then making a thorough literature review in order to construct the theoretical basis of the investigation and build the hypothesis on the basis of the theoretical framework, and afterwards beginning to collect data for the study and making the evaluation of them, but also finally generating the research findings—the researcher has mainly focused upon that approach. 
[bookmark: _Toc128951341][bookmark: _Toc118477672]Research Method
The technique used by the researcher determines whether the study will take a quantitative or qualitative approach. Findings in qualitative research are generated by the author's perception of words and ideas, with the help of pattern detection and narrative (Bryman and Cramer, 2012). Using a large and precise data set, the researcher in quantitative research finds the answers to their questions via the use of numerical information and statistical analysis (Gill and Johnson, 2012).
The purpose of this research is to gather data and analysis statistically, and its results can be trusted. The researcher doesn't seem to want to utilise the data for theoretical or declarative statements, therefore a quantitative methodology is adequate. 
[bookmark: _Toc128951342][bookmark: _Toc118477673]Research Strategy
Research techniques range from simple surveys to in-depth interviews and case studies to grounded theory and archival materials. Interviews are often used in research where subjectivity is an important factor and when understanding and observation are vital (Zikmund, 2013). A case study is the finest research strategy to utilise when there are only a few observations to go on. Researchers use archival materials to see how similar issues were addressed in previous studies. It is helpful to utilise a survey when there are numerous individuals to question for an inquiry (Goddard and Melville, 2015).
The survey method, the standard measure in quantitative research, will be used by the researcher to acquire data from a large population of participants. A thorough questionnaire will be designed by the researcher to elicit relevant data from the study's participants. 
[bookmark: _Toc128951343][bookmark: _Toc118477674]Data Collection Method and Sample Size
Study data comes from both primary and secondary resources. Primary sources are the best way to get reliable data, but they are additionally the most difficult to get by. In spite of its speed and low cost, secondary data is of little use (Saunders, Lewis and Thornhill, 2012). Primary data for this investigation will be gathered via a comprehensive survey. In addition, the researcher will speak with 100 Mark and Spencer customers to get further data. How big a slice of the population was chosen for the research. 
[bookmark: _Toc128951344][bookmark: _Toc118477675]Population and Sampling
The population consists of those who fill out the survey (Neuman, 2009). In order to gather a representative sample for the study, the researcher will conduct surveys among Mark and Spencer's customer base. Due to the impracticality of surveying all of Mark and Spencer's customers, a sampling technique will be used for this research. The researcher will use a completely random sampling approach to collect data from the study's participants.
[bookmark: _Toc128951345][bookmark: _Toc118477676]Data Analysis and Presentation
Analysis of data is the process through which analytic techniques and tools for research are selected (Saunders, Lewis and Thornhill, 2012). At this stage, the researcher will collect and analyse the study's quantitative data using a range of inferential and descriptive statistical techniques. At this point, calculations will be made for things like the mean, mode, median, standard deviation, frequency, correlation, and regression analysis. The collected information will be presented in the form of tables, figures, graphs, and charts. 
Time Scale (Gantt Chart)
The research will take up to 12 weeks which is shown below in a Gantt Chart.
[image: Chart, timeline
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[bookmark: _Toc128951346][bookmark: _Toc118477677]Ethical Issues
The researcher has committed to maintaining the anonymity of the participants and the study's data at all times. They'll also get access to a consent form and information sheet detailing the study's procedures. It is guaranteed that no changes will be made to the data. There will be no tampering with the data collected. Information is encrypted and kept securely for two years. 


Conclusion
Customer satisfaction is a very important element of measuring the success of a business in the wider context. A big organisation like Mark and Spencer should know how satisfied their customers are on their customer services. The following study will investigate how the customer services provided by Mark and Spencer is affecting the satisfaction of its customers. For this, the researcher will use primary data by conducting a survey on 100 customers of Mark and Spencer and make the quantitative analysis. 
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